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The Honorable Thaddeus J. Dulski ,  Chairman 
Committee on Pos t  O f f i c e  and C i v i l  Se rv ice  
House o f  Represen ta t ives  

Dear Mr. Chairman: y. 1469 
Pursuant  t o  your r e q u e s t  o f  )larch 1 9 ,  1973, we examined 

t h e  q u a l i t y  o f  mail  s e r v i c e  provided by t h e  D e t r o i t  P o s t  Of- 
f i c e .  On J u l y  6 ,  1973, we b r i e f e d  s t a f f  members o f  t h e  Sub- 
committee on P o s t a l  Se rv ice  on t h e  r e s u l t s  o f  ou r  examination 
and gave them cop ies  o f  t h e  c h a r t s  ( s ee  encs .  I t o  X )  used i n  
t h e  b r i e f i n g .  Subsequently,  t h e  Subcommittee used t h i s  d a t a  
du r ing  i t s  hea r ings  i n  D e t r o i t .  A s  r eques t ed ,  t h i s  l e t t e r  
summarizes our  b r i e f i n g .  

The D e t r o i t  o f f i c e  gene ra l ly  had no t  m e t  t h e  P o s t a l  Serv- 
i c e ' s  mail  d e l i v e r y  s t anda rds .  S o r t i n g  e r rors ,  which caused 
mail  t o  be  s e n t  t o  t h e  wrong d e s t i n a t i o n ;  process ing  de lays ;  and 
inadequate  t r a n s p o r t a t i o n  prevented s i g n i f i c a n t  q u a n t i t i e s  o f  
f i r s t - c l a s s  mai l  from being d e l i v e r e d  on t ime.  A l s o ,  t h e  num- 
b e r  o f  employees decreased whi le  t h e  volume o f  mai l  increased .  

BACKGROUND 

The D e t r o i t  o f f i c e  handles  about  1 . 9 5  b i l l i o n  p i eces  of 
mai l  annua l ly  o r  about  5.3 m i l l i o n  p i e c e s  d a i l y .  

During p o s t a l  f i s c a l  y e a r  (PFY) 1973 t h e  number of  em- 
p loyees  i n  t h e  D e t r o i t  o f f i c e  decreased  from 8,043 a t  t h e  
beginning o f  t h e  yea r  t o  7 , 7 8 4  a t  t h e  end of t h e  yea r - - a  de- 
c r e a s e  of  3.2 pe rcen t - -wh i l e  mai l  volume inc reased  by about 
1 0 4 . 7  m i l l i o n  p i eces - - an  i n c r e a s e  o f  about  5.7 pe rcen t .  To  
process  t h i s  i nc reased  volume t h e  employees worked 717,053 
hours o f  over t ime,  a n  i n c r e a s e  o f  1 0 0 , 0 0 1  hours ,  o r  1 6 . 2  p e r  
c e n t ,  over  t h e  overt ime worked i n  p o s t a l  f i s c a l  y e a r  1 9 7 2 .  

The D e t r o i t  o f f i c e  d i d  no t  have t h e  r e sources  t o  expedi- 
t i o u s l y  handle  t h e  inc reased  mail  volume i n  p o s t a l  f i s c a l  
yea r  1973 because t h e  o f f i c e ' s  o p e r a t i n g  budget f o r  t h e  y e a r  
was based on an  underes t imate  o f  t h e  a n t i c i p a t e d  i n c r e a s e  i n  
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mai l  volume. The budget was based on an i n c r e a s e  o f  0 . 7  p e r c e n t ;  
and, a s  of A p r i l  1973, t h e  a c t u a l  i n c r e a s e  was 8.9 p e r c e n t ,  

Despi te  t h e  inc reased  mai l  volume, t h e  D e t r o i t  o f f i c e  has  
s t e a d i l y  inc reased  i t s  p r o d u c t i v i t y .  Through t h e  f i r s t  1 0  
months o f  p o s t a l  f i s c a l  yea r  1973, p r o d u c t i v i t y  r o s e  from 563 
t o  629 t o t a l  d i s t r i b u t e d  p i e c e s  handled each man-hour, a n  i n -  
c r e a s e  o f  1 2  pe rcen t .  

D e t r o i t  p o s t a l  o f f i c i a l s  s a i d  they were a b l e  t o  handle  
.more m a i l  wi th  fewer people  because supe rv i s ion  o f  employees 
had improved. 

DELIVERY STANDARDS 

P o s t a l  Se rv ice  s t anda rds  s t a t e  t h a t  95  percent  o f  f i r s t -  
c l a s s  mail  should be d e l i v e r e d  i n  1, 2 ,  o r  3 days depending on 
t h e  d e s t i n a t i o n  o r  t h e  d i s t a n c e  i t  must t r a v e l .  (See enc.  IV.) 
F o r  example, 95  pe rcen t  o f  i n t r a s e c t i o n a l  c e n t e r  f a c i l i t y  (SCF) 
mai l  ( o r i g i n  and d e s t i n a t i o n  i n  D e t r o i t )  should be  d e l i v e r e d  i n  
1 day. A l s o ,  95 pe rcen t  o f  t h e  m a i l  o r i g i n a t i n g  i n  D e t r o i t  and 
d e s t i n e d  f o r  t h r e e  a d j o i n i n g  SCFs and 95 pe rcen t  o f  t h e  mail  
o r i g i n a t i n g  i n  t h r e e  ad jo in ing  SCFs and d e s t i n e d  f o r  D e t r o i t  
should be  d e l i v e r e d  i n  1 day. From J u l y  2 2 ,  1 9 7 2 ,  through 
March 30, 1973, t h e  D e t r o i t  o f f i c e  u s u a l l y  d i d  not  meet t h e  
1-day d e l i v e r y  s t anda rd .  (See encs.  V and VI.) 

A l s o ,  t h e  2- and 3-day d e l i v e r y  s t a n d a r d s  were no t  u s u a l l y  
met. Overa l l ,  du r ing  t h e  n ine  4-week pe r iods  from J u l y  2 2 ,  
1 9 7 2 ,  through March 3 0 ,  1973, t h e  D e t r o i t  o f f i c e  never met t h e  
95-percent  s t anda rd  f o r  f i r s t - c l a s s  mai l  going t o  t h e  2 2  S t a t e s  
and t h e  D i s t r i c t  o f  Columbia des igna ted  t o  r e c e i v e  2-day de- 
l i v e r y .  With t h e  except ion  o f  t h e  Christmas pe r iod ,  on ly  
about  76 pe rcen t  o f  t h e  mai l  des igna ted  t o  be d e l i v e r e d  w i t h i n  
2 days was d e l i v e r e d  on t i m e .  For  t h e  same pe r iod ,  t h e  95-  
percent  s t anda rd  f o r  f i r s t - c l a s s  ma i l  going t o  26 S t a t e s  des-  
i gna ted  t o  r e c e i v e  3-day d e l i v e r y  was met i n  on ly  one of t h e  
n ine  4-week pe r iods .  With t h e  except ion  of t h e  Christmas pe r -  
i od ,  about  90  pe rcen t  o f  t h e  mail  was d e l i v e r e d  w i t h i n  3 days.  

DELAYED MAIL 

Despi te  i nc reased  p r o d u c t i v i t y ,  s i g n i f i c a n t  q u a n t i t i e s  
o f  f i r s t - c l a s s  mail  were not  d e l i v e r e d  on t i m e .  F o r  example, 
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d u r i n g  t h e  3 months ended Janua ry  1 9 7 3 ,  abou t  1 2 . 4  m i l l i o n  
p i e c e s  o f  f i r s t - c l a s s  mai l  were de layed .  Although a 1 -day  
d e l a y  i n  d e l i v e r y  may n o t  be  impor t an t  t o - - o r  even n o t i c e d  
by--most m a i l e r s ,  i t  c o u l d  cause  h a r d s h i p s  f o r  pe r sons  w a i t i n g  
f o r  pens ion  checks o r  f i n a n c i a l  l o s s e s  f o r  r e c i p i e n t s  i f  t h e  
ma i l  concerned f i n a n c i a l  t r a n s a c t i o n s .  

The 1 2 . 4  m i l l i o n  p i e c e s  o f  de l ayed  f i r s t - c l a s s  ma i l  r e p -  
r e s e n t e d  abou t  2 . 5  p e r c e n t  o f  t h e  t o t a l  mail volume ( a l l  
c l a s s e s )  p rocessed  by t h e  D e t r o i t  o f f i c e  d u r i n g  t h e  3 months. 
About 63 p e r c e n t  o f  t h e  de l ayed  m a i l - - 7 . 8  m i l l i o n  p i e c e s - -  
occu r red  i n  December 1972 and r e p r e s e n t e d  abou t  4 . 1  p e r c e n t  
o f  t h e  t o t a l  ma i l  volume ( a l l  c l a s s e s )  p rocessed  i n  t h a t  month. 

D e t r o i t  p o s t a l  o f f i c i a l s  s a i d  much o f  t h e  de l ayed  ma i l  
was t h e  r e s u l t  o f  i nadequa te  t r a n s p o r t a t i o n ,  such as r e d u c t i o n s  
i n  r a i l r o a d  s e r v i c e s  and r e d u c t i o n s  i n  n i g h t  f l i g h t s  by a i r l i n e s .  
Other  causes  c i t e d  by D e t r o i t  o f f i c i a l s  were employee absences  
and improper packaging o f  ma i l  by many m a i l e r s .  

MISSENT MAIL 

The D e t r o i t  o f f i c e  m i s s e n t  s i g n i f i c a n t  q u a n t i t i e s  of m a i l .  
For example, a c c o r d i n g  t o  a p o s t a l  o f f i c i a l ,  i f  a n  impor t an t  
document be ing  s e n t  from D e t r o i t  t o  New York were m i s t a k e n l y  
r o u t e d  t o  a n o t h e r  S t a t e ,  i t  u s u a l l y  would b e  de l ayed  5 days i n  
d e l i v e r y  . 

According t o  t h e  D e t r o i t  P o s t  Off ice 's  I n d u s t r i a l  Engi- 
n e e r i n g  Group, abou t  4 p e r c e n t  o f  t h e  mail l e a v i n 2  t h e  D e t r o i t  
o f f i c e  i s  m i s s e n t .  On t h i s  b a s i s ,  we e s t i m a t e d  t h a t  abou t  
29.6 m i l l i o n  p i e c e s  o f  f i r s t - c l a s s  ou tgo ing  mail were mis sen t  
d u r i n g  p o s t a l  f i s c a l  y e a r  1 9 7 3 .  

We d i s c u s s e d  o u r  e s t i m a t e  w i t h  o f f i c i a l s  o f  t h e  D e t r o i t  
P o s t  O f f i c e  and t h e  D e t r o i t  D i s t r i c t  O f f i c e .  They s a i d  they  
d i d  n o t  know how much mail was m i s s e n t  and d i d  n o t  have a 
b e t t e r  e s t i m a t e .  

These o f f i c i a l s  s a i d  mai l  i s  be ing  m i s s e n t  because  o f  

- - m i s s o r t i n g  by employees i n  manual and machine o p e r a -  
t i o n s  , 
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- - e r r o r s  i n  p l a c i n g  s o r t e d  mai l  i n  t r a y s  o r  pouches, 

- -mis l abe l ing  o f  bundles and pouches by employees, and 

--machine e r r o r s  ( a l l  o f  D e t r o i t f s  l e t t e r  s o r t i n g  
machines a r e  over  1 0  yea r s  o l d ) .  

CUSTOMER COMPLAINTS 

From June 24 ,  1 9 7 2 ,  t o  Apr i l  2 7 ,  1973, t h e  D e t r o i t  o f -  
f i c e  rece ived  20,316 complaints ,  o f  which 53 pe rcen t  d e a l t  
wi th  l o s t  ma i l ,  31 percen t  w i t h  de layed  ma i l ,  and 1 6  pe rcen t  
wi th  va r ious  o t h e r  problems. P o s t a l  o f f i c i a l s  had reviewed 
13,730 of  t h e  complaints  and had determined t h a t  2 0 . 4  pe r -  
c e n t  r e s u l t e d  from l o s t  ma i l ,  7.5 pe rcen t  r e s u l t e d  from c a r r i e r  
e r r o r s  (e .g . ,  d e l i v e r y  t o  t h e  wrong a d d r e s s ) ,  1 . 9  percent  r e -  
s u l t e d  from p rocess ing  e r r o r s ,  and 35.4 pe rcen t  r e s u l t e d  from 
numerous o t h e r  e r r o r s .  The o f f i c i a l s  were unable  t o  d e t e r -  
mine t h e  causes  f o r  t h e  r e s t  o f  t h e  compla in ts .  

Seve ra l  r e d u c t i o n s  i n  d e l i v e r y  s e r v i c e s  were p o s s i b l y  
r e l a t e d  t o  t h e s e  compla in ts .  F o r  example, beginning i n  J u l y  
1 9 7 1  t h e  D e t r o i t  o f f i c e  e l imina ted  Sunday c o l l e c t i o n s  i n  
r e s i d e n t i a l  a r e a s  except  f rom boxes l o c a t e d  on main a r t e r i e s .  
A l l  3 - t r i p  l e t t e r  d e l i v e r y  r o u t e s  were reduced t o  2 - t r i p  
r o u t e s  and twenty-four  2- t r i p  r o u t e s  were reduced t o  1 - t r i p  
r o u t e s .  A D e t r o i t  p o s t a l  o f f i c i a l  s a i d  window s e r v i c e s  have 
a l s o  been reduced;  however, he was unable  t o  q u a n t i f y  t h i s  
r educt  i o n  . 

To o b t a i n  f u r t h e r  in format ion  on how t h e  p u b l i c  viewed 
p o s t a l  s e r v i c e  i n  D e t r o i t ,  w e  conducted a te lephone survey o f  
50 r e s i d e n c e s  and 5 0  bus inesses .  Of those  surveyed,  7 1  pe rcen t  
were s a t i s f i e d  wi th  t h e  s e r v i c e  and 29 pe rcen t  were n o t .  D i s -  
s a t i s f i e d  customers complained mostly about  delayed d e l i v e r y  
and poor s e r v i c e  by p o s t a l  employees. 

EMPLOYEE MORALE 

We ob ta ined  informat ion  on t h e  s t a t u s  of  labor/management 
r e l a t i o n s  i n  t h e  D e t r o i t  o f f i c e - - s p e c i f i c a l l y  whether employees' 
morale was low and, i f  s o ,  why--by in t e rv i ewing  o f f i c i a l s  o f  
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t h e  American P o s t a l  Workers Union, t h e  Nat iona l  Assoc ia t ion  o f  
L e t t e r  C a r r i e r s ,  t h e  Nat iona l  Assoc ia t ion  o f  P o s t  O f f i c e  Mail-  
hand le r s ,  and t h e  Nat iona l  Assoc ia t ion  o f  P o s t a l  Supe rv i so r s .  
They a l l  s a i d  morale was low. 

According t o  t h e s e  o f f i c i a l s ,  t h e  primary f a c t o r s  c o n t r i b -  
u t i n g  t o  low morale were 

--mandatory and excess ive  over t ime,  

--overemphasis on s t a y i n g  w i t h i n  t h e  budget t o  t h e  
de t r imen t  o f  s e r v i c e ,  

- -concern about  t h e  Job Evalua t ion  Program' under which 
many supe rv i so ry  p o s i t i o n s  had been downgraded, 

- -poor  working c o n d i t i o n s ,  and 

--poor gr ievance  procedures .  

D e t r o i t  p o s t a l  o f f i c i a l s  g e n e r a l l y  agreed wi th  o u r  f i n d -  
i n g s .  'We do not  p l an  t o  d i s t r i b u t e  t h i s  r e p o r t  f u r t h e r  un le s s  
you ag ree  o r  p u b l i c l y  announce i t s  c o n t e n t s .  

'The P o s t a l  S e r v i c e ' s  Job  Evalua t ion  Program i s  a s tudy  o f  a l l  
P o s t a l  Se rv ice  jobs  wi th  t h e  i n t e n t i o n  o f  making p o s t a l  pay 
equal  t o  t h e  compensation f o r  comparable s k i l l s  i n  p r i v a t e  
i n d u s t r y .  

S ince re ly  y o u r s ,  

Deputy C,omptroller General  
of t h e  United S t a t e s  

Enclosures  - 1 0  
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ENCLOSURE I1 

E R 
s 

DIFFERENCES BETWEEN 
PFY 1972 & PFY 1973 

MAIL VOLUME - - - _ _  _ _  - - - - 5.7% 

EMPLOYEES *- - - - - - - .- - - - --3.2% 
OVERTIME - - - - - - - - - - - - 16.2% 

* A S  O F  6/23/72 AND 6/22/73 
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ENCLOSURE I I I 

TOTAL DlSTRlBUPlQN PIECE 
HANDLINGS PER MAN-HOUR 
650 

625 
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575 

550 

525 

500 
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ENCLOSURE I V  

' i  

ONE 

AFTER REORGANIZATION 

F l R S P  CLASS 

OVERNIGHT: INTRA-SCF & ADJOINING SCF 5 
DESIGNATED L O C A L L Y  

SECOND DAY: 6 00 MILES 

THIRD DAY: NATIONWIDE 

AIRMAIL 

BVERNIGHT: 600 MILES PLUS 
DESIGNATED AREAS 

SECOND DAY: NATIONWIDE CONTIGUOUS 
STATES 
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ENCLOSURE V 
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ENCLOSURE V I  

DELIVERED OVER 
-SCF AREAS TO DETROIT 
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ENCLOSURE V I 1  

TO E-DAY S 
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ENCLOSURE V I  I I 

Ib DELIVERED FROM D.P.O. TO 
ATDON STATES 

PERCENT 
100 

80 

60 

40 

20 

0 

% DELIVERE 

% DELIVERED IN 3 DAYS 

9/15 IO/ 83 81/00 U 2/8 Sl5 2 /  2 3/ 2 31 30 

1972 1973 
FOUR WEEK PERIOD ENDING 
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ENCLOSURE IX 

THOUSANDS 
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ENCLOSURE X 

(PERFORMED BY GAO) 

NOT 
SATISFIED SATISFIED 

RESIDENTIAL - - - - - - - 86% 
BUSINESSES - - - - - - _ _  56% 

14% 
44% 

COMPLAINT AREAS: 
DELAY ED MAIL 
POOR SERVICE FROM EMPLOYEES 
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